
MCESA ITS: 

Communicate outcome 

to original requester

End Level 3 

Support

MCESA or End User 

emails MCESA Support 

Group.

Interim RDSS Support Model WorkflowUpdated 5/23/2012

N

N

Activate Maintenance Screen 

Process Steps 3.1.1.2.1 through 

3.1.1.2.3 in Interim Support 

Model section of RDSS Support 

Model Document

Tech 

Lead:Severity 

High/Critical?

N

Tech Lead: Assign TFS 

to developer 

Technical Lead: 

Notification to ADE IT 

Management

PM: Notification to 

Business

Y

QA: Assist Developer to 

Reproduce issue

Is the 

Production 

Environment 

Down?

Developer: 

Reproducible, or 

Issue Apparent? 

Y

Developer: Review & 

Estimate Solution

Tech Lead: Assign to 

Developer

Y
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Interim Level 2 Support: 

Send Email Template 

1 or 2 to MCESA 

Support Group Mailbox

Y

QA: Work with MCESA 

ITS to reproduce issue
N

Y

Reproducible, or 

Issue Apparent? 
N

QA; 

Reproducible, or 

Issue Apparent? 

Development Environment 

Flow Process in Appendix B 

and section 3.5  of the Interim 

Support Model section of the 

RDSS Support Model 

document

Critical/High issues: 

Communicate 

resolution to ADE IT 

Management and 

Business; Close TFS 

Ticket

QA: Reproducible 

or issue 

apparent?

QA: Assign TFS ticket to 

Tech Lead, notify Support 

Level 2. 

Support Level 2: Send Email 

Template 5 to MCESA 

Support Group Mailbox

Escalate to 

Level 2

QA: Send Email 

Template 4 to MCESA 

Support Group Mailbox 

QA: Work with 

MCESA ITS to 

replicate issue

QA: Reproducible 

or issue 

apparent?

Y

N

Y

N

Return to Level 1

Need IT 

Support Teams 

assistance?

Tech Lead: Submit 

ChangeGear Ticket

N

Y

R
e

tu
rn

 to
 L
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v

e
l 1

Level 2 Support: Send  

Email Template 4 to 

MCESA Support Group 

Mailbox 

QA: Send Email 

Template 6 to MCESA 

Support Group Mailbox

1.1.

Escalate to Level 3
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te

ri
m

 L
e

v
e

l 
1

 

S
u

p
p

o
rt MCESA ITS: Level 

1 Support Process: 

1.2 in the Interim 

Support Models 

section of the 

RDSS Support 

Model Document 

1.2

Meets Escalation 

Criteria?

N

Y

MCESA ITS: Complete 

Support Info Request 

Form, send to MCESA 

Support Group Mailbox.

Return to Level 1

1.2.1c

2.1
End Level 2 

Support

In
te

ri
m

 L
e

v
e

l 
2

 S
u

p
p

o
rt

MCESA ITS: 

Communicate outcome 

to original requester

End Level 1 

Support

3.1

3.1.1.1, 3.1.1.2

3.1.1.1 – 3.1.1.3

3.2

3.3

3.4

3.4.2

3.4.1

End Level 3 

Support

3.5 3.6
3.7

MCESA ITS: 

Communicate 

escalation to original 

requester

Evaluator 

Information on 

Start Page 

Incorrect
N

Y

Database 

Information 

Change process in 

Appendix A of the 

RDSS Support 

Model Document 

Database Information 

Change process in 

Appendix A of the RDSS 

Support Model Document 

E
s

c
a
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te

 to
 

L
e

v
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l 2

R
e

tu
rn

 to
 

L
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l 1

Notification/Identification

Consult with Tech 

Lead: Technical 

Issue? Y

N

Interim Level 2 

Support: Send  

Email Template 3 

to MCESA Support 

Group Mailbox 

Return to Level 1

Tech Lead: 

Open TFS 

ticket, assign 

to QA 

End Level 2 

Support

EduAccess 

Invitation Resend 

Request process in 

Appendix B of the 

RDSS Support 

Model Document 

EduAccess 

Resend Request?
N

Y

EduAccess Invitation 

Resend Reuqest process 

in Appendix B of the RDSS 

Support Model Document 

E
s

c
a

la
te

 to
 

L
e

v
e

l 2

R
e

tu
rn

 to
 

L
e

v
e

l 1

1.2.1.2
1.2.1.1.1 1.2.1.4

2.2.1.1.1
2.32.2

2.3.1.2

2.3.2.2
2.3.2.2

3.4.1 3.4.1

R
e

tu
rn

 to
 M

C
E

S
A

 

IT
S

 L
e

v
e

l 1

http://prodportw03a/Administrators/IT/AZSLDS/REILMCESA/Documents/06 Program Reporting/06-08 MCESA Support Group/MCESA RDSS Support Model.docx
http://prodportw03a/Administrators/IT/AZSLDS/REILMCESA/Documents/06%20Program%20Reporting/06-08%20MCESA%20Support%20Group/MCESA%20RDSS%20Support%20Model.docx
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Development 

Environment Flow 

Process  in Appendix B 

and section 2.8 in the 

Short-Term Support 

Model section of the 

RDSS Support Model 

document

QA: Close TFS Ticket 

and Update 

RemedyForce Ticket.

MCESA or End User 

emails or phones 

MCESA Support 

Group

 Short-Term RDSS Support Model Workflow Updated 5/23/2012

Y

N

N

QA: Work with MCESA 

ITS to reproduce issue

Activate Maintenance 

Screen Process Steps 

Section 2.4.1.3 in the Short-

Term section of the RDSS 

Support Model document

Tech 

Lead:Severity 

High/Critical?

N

N

Technical Lead: 

Notification to ADE IT 

Management

PM: Notification to 

Business

Y

QA: Assist Developer to 

Reproduce issue, log 

any updates to steps in 

TFS

Y

Reproducible, or 

Issue Apparent? 

Is the 

Production 

Environment 

Down?

N

Developer: 

Reproducible, or 

Issue Apparent? 

Y

QA; 

Reproducible, or 

Issue Apparent? 

Y

End Level 2 

Support
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Meets 

Escalation 

Criteria?

N

Y

ADE Level 2 Support 

Contact: Update 

Remedy ticket

Y

End Level 2 

Support

Tech Lead: Create TFS 

ticket and assign to QA

QA:

Reproducible 

or issue 

apparent?

N

Y

MCESA Level 1 

Support: Communicate 

resolution to original 

requester

End Level 1 

Support

Critical/High issues: 

Communicate 

resolution to ADE IT 

Management and 

Business; Close TFS 

Ticket

Escalate to Level 2

R
e

tu
rn

 to
 

L
e

v
e

l 1

Y

R
e

tu
rn

 to
 

L
e

v
e

l 1

N

QA: Close TFS Ticket. 

Update RemedyForce 

Ticket.

R
e

tu
rn

 to
 L

e
v

e
l 1

R
e

tu
rn

 to
 L

e
v

e
l 1

Developer: Review 

& Estimate 

Solution

Tech Lead: Assign 

to Developer

End Level 2 

Support

End Level 2 

Support.

MCESA ITS: Level 

1 Support 

Process: Section 

1.2 in the Short-

Term Support 

Model section of 

the RDSS Support 

Model Document 1.1.
1.2

2.1

2.2

2.3.2.1

2.2.1.2

2.4

Tech Lead: Assign to 

Developer

2.3.1

2.5

2.7.1

2.7.12.7.1

2.7

2.9

2.10

Customer Communication Gate: Automatically generated emails 

to End User  by Remedyforce to communicate escalation and 

de-escalation of tickets.

E
s
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a
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te

 to
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v
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l 2

R
e

tu
rn

 to
 

L
e

v
e

l 1

2.7.2.1

2.3.1.1

Consult with 

Tech Lead: 

Technical 

Issue?

QA: Update &Assign TFS 

ticket to Tech Lead.

QA: Close TFS ticket  and 

notify Level 2 Support. 

Support Level 2 

Support: Update 

Remedy ticket 

N

Level 2 Support: Update 

Remedy ticket.

Need IT 

Support Teams 

assistance?

IT Support Teams 

Process: (Process 

dependent upon 

issue)

Tech Lead: Submit 

ChangeGear Ticket

R
e

tu
rn

 to
 

L
e

v
e

l 1

E
s

c
a

la
te

 to
 

L
e

v
e

l 2

1.2.1.4

Database 

Information 

Change 

Request?

EduAccess 

Resend 

Request?

EduAccess Invitation 

Resend Request process 

in Appendix B of the RDSS 

Support Models Document 

Database Information 

Change process in 

Appendix A of the RDSS 

Support Models Document 

EduAccess Invitation 

Resend Request process 

in Appendix B of the RDSS 

Support Model Document 

Database Information 

Change process in 

Appendix A of the RDSS 

Support Model Document 

N N

Y Y

2.2.1.1

2.3.2.2

2.4.1.1

2.6

L
e

v
e

l 
2

 S
u

p
p

o
rt

: 
D

e
v

e
lo

p
m

e
n

t 
G

ro
u

p
 &

 I
T

 S
u

p
p

o
rt

 T
e

a
m

s

MCESA ITS: 

Generate 

RemedyForce 

Ticket

Escalate to 

Level 2

http://prodportw03a/Administrators/IT/AZSLDS/REILMCESA/Documents/06%20Program%20Reporting/06-08%20MCESA%20Support%20Group/MCESA%20RDSS%20Support%20Model.docx
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End User calls/emails 

ADE Support OR 

submits a request from 

within RDSS

ADE Help 

Desk: Tier 1 

Support 

Process

Long-Term RDSS Support Model Workflow
Updated 5/11/2012
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Issue 

Resolved?

N

End Level 1 

Support

Y ADE Help Desk: 

Communicate 

resolution to original 

requester

Escalate to Tier 2

Operations: 

Tier 2 

Support 

Process

Technical issue?

N

Y

Return to Tier 1
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S
u

p
p

o
rt

Escalate to Tier 3

Tier 3 Application Support Process

DBA Group

Operations

Operations: Migrate to 

Production

Return to Tier 1
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End Level 3 

SupportNetwork 

Services

QA

Development 

Resources



EdSH

(All Educators)

CertMaster

Certified 

Teacher 

Database

HQT Input 

Application

District or Local 

Education Agency ADE

Highly Qualified 

Teacher Input 

Application 

Highly Qualified 

Department Support 

Personnel

Dist or LEA 

Administrator

Certified Teacher

Non-Certified Teacher

Certification 

Support 

Personnel

Educators

Name Change

Name Change

Submit Name 

Change 

Appliation

Employment 

Location 

Change

Employment 

Location 

Change

Certified Teacher 

Information

Non-Certified 

Teacher Information

Interim and Short-Term Educator Information Update Flow
Updated 5/10/2012

Notify MCESA 

Support Group

Notify MCESA 

Support Group

No Action Necessary

No Action Necessary

Notify District or 

LEA 

Administrator

Support Process: Steps 2. 

through 2.1.2.1. in the 

Appendix A of the RDSS 

Support Models Document 

End Support

RDSS Support

INFORMATIONAL ONLY – PROVIDES OVERVIEW OF EACH GROUP RESPONSIBLE FOR 

EDUCATOR INFORMATION CHANGES IN THE RDSS PROGRAM



Physical Servers

VM EA2 (TEST)

Development 

Environment

VM EA1

Integration Environment

Test Environment

Training Environment

Production Environment
VM EA3

TFS

Main

Hotfix

Development

Production

1. Fixes applied in Hotfix, 

fixed code pushed to Main.2. Full set of code with 

fixes pushed to Test. This 

step is iterative until fix in 

Main code has passed QA.

3. Full set of code with 

QA’d fixes pushed to TFS 

Development.

4. QA’d code is applied 

to Hotfix and pushed to 

TFS Production.

5. Final fixes pushed to 

Physical Production

VISUAL REPRESENTATION OF DEVELOPMENT CODE FLOW FOR DEFECTS

Updated 5/10/2012
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